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Hi, Steve. Thanks for the presentation today. Your robotics piece reminded me of an article |
read a few months ago (right after HR turned back to PBS the mind-numbing process of
submitting SF52s). With the CHRIS replacement arriving, it seems to me like GSA has a
great opportunity to use your "eliminate-optimize-automate" framework to evaluate the
remaining paper-shuffling and form-filling we do in our HR/OCIO/OMA systems access/set-up
tasks.

Chicago Tribune

West Monroe Partners deployed two bots into its finance and human resources departments this
summer, meant to free its workers from some menial tasks. Employees at the Chicago-based consulting
firm discuss how the bots, called Rosie the Robot and Hal 9000, have helped save time.

Ally Marotti. Reporter

There's a new robot in town at West Monroe Partners' human resources department, and it's expected
to shave off hours of work.

The bot, programmed into an unassuming Lenovo Thinkpad, helps employees at the Chicago-based
business and information technology consulting firm bring on new workers, entering data into a laundry
list of systems. It's a job that takes an HR representative about 25 minutes. Rosie - named after the
housemaid robot on "The Jetsons" - can do it in five.

Rosie represents one way companies are using technology to replace tasks performed by white-collar
workers, a trend previously more closely associated with blue-collar manufacturing. It's part of a
process experts have long warned is coming. Now, robots are here, one expert said, and if they aren't in
your industry yet, they will be.

By the early 2030s, about 38 percent of U.S. jobs could be automated, according to a study consulting
firm PwC, also known as PricewaterhouseCoopers, released in March.

Researchers hesitate to quantify the number of jobs advanced technology has already consumed. It can
occur through attrition or remain undisclosed by private companies. Some employers, including
management at West Monroe, say automation will free employees from menial tasks and create jobs
needed to maintain the new technology, but it's undeniable jobs will be lost. In fact, some are already
gone.
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Recent layoffs at Allstate and Capital One, for example, were attributed directly to advancements in
technology that made some positions obsolete.

Allstate quietly laid off more than 500 employees this year. Most were casualties of the Northbrook-
based insurer's QuickFoto Claim feature, which lets customers send in photos of their damaged vehicles
rather than waiting for in-person visits from claims adjusters, the company said.

It's becoming a dominant method for inspection, the company's president has said. Along with drones
that assess roof damage, a new immediate payment method and other tech, it has removed
inefficiencies from the system, according to the company.

At Capital One's Rolling Meadows office, about 400 jobs that support the credit card call center are set
to be eliminated by the end of the year. Investments in digital tools have improved customer service,
and people now can resolve issues on their own, spokesman Sie Soheili said in August.

Soheili did not respond to requests for comment on what types of digital tools have been deployed.

Call centers are at the forefront of automation, with tools such as messaging bots that use algorithms
to help consumers sort out issues, said Mohan Sawhney, a professor at Northwestern University's
Kellogg School of Management. Using artificial intelligence to understand text, the bot gets smarter
with every interaction. Plus they're usually cheaper, quicker and more efficient than humans.

Meet Rosie and Hal

Chicago-based consulting firm West Monroe Partners has started to automate some of the work in its
finance and human resources departments with bots programmed on laptop computers. Rosie the
Robot, left, helps HR add new workers to the firm. Hal 9000, right, helps finance generate invoices.
(Jose M. Osorio/Chicago Tribune)

"Algorithms don't make mistakes," Sawhney said. "They don't have accents."

These technologies finally have advanced enough and been proven to the point that companies have
started betting on them, Sawhney said.

"We've been talking about Al for 30 years, and now it's actually here," Sawhney said. "(It's) starting to
have implications for jobs."

And this is just the tip of the iceberg, Sawhney said.

Traditionally, automation has affected manufacturing - those repetitive, predictable jobs on the
assembly line that robots can do just as well, if not better. "But this time it's different," Sawhney said.
"This time it's cognitive work. That's white-collar jobs that are going to be affected - and affected ina
very, very fundamental way."

After predictable physical tasks, data processing has the highest potential for automation, according to
a January report from McKinsey Global Institute. The study focused on activities rather than entire
occupations.

About seven of every 10 minutes U.S. employees spend processing data could be automated using
current technology, the report found. Data collection is not far behind.



Folder: GSA-2019-000646_michael.gelber@gsa.gov_0

These tasks touch jobs in almost every industry, the report found, from human resources workers
recording personnel history - like at West Monroe - and medical staff compiling patient records to
accountants processing payments and mortgage brokers filling in forms.

"These are not just entry-level or low-wage jobs; people whose annual incomes exceed $200,000 spend
some 31 percent of their time doing these things as well," the report stated.

The CEO of Deutsche Bank, for example, said this month that robots will soon take over much of the
work at the German bank, the Financial Times reported. Though some roles likely will be made
obsolete, in other cases automation could just take over the routine aspects.

In another example, Fukoko Life Insurance Mutual Co. recently started automating document
processing using IBM Watson Explorer, which uses language processing and machine learning.

The McKinsey report assumes that the adaptation of automation begins when the economic benefits
exceed the costs. In some cases, a robot is cheaper than human labor. In others, it's not. The study did
not do an in-depth cost or savings analysis. It can vary widely between industries, regions and activity

types.

This is the fourth wave of automation, said Mehdi Miremadi, a Chicago-based partner at McKinsey &
Co. and a co-author of the automation study.

The first wave brought the assembly line, and the second came after World War I, focused on
industrial automation. Blue-collar workers were hit hardest then.

The third came with the internet, hitting white-collar workers in the 1990s and early 2000s. Now, we
are "automating intelligence," Miremadi said.

To be sure, automation doesn't always displace human labor, he said. It transforms what humans do.
The report found that only 5 percent of occupations could be fully automated using currently available
technology.

"What we expect to see is more human-robot or human-Al collaboration than necessarily
replacement," Miremadi said.

West Monroe is putting that theory to work.

With Rosie the Robot taking over some of the grunt work involved in bringing new employees into the
firm, HR workers are free to do activities that require people behind them, HR manager Katie Binder
said. That means integrating new employees into the company.

The roughly 900-person firm is growing, she said, with 20 to 30 percent year-over-year growth. The HR
department is bringing on at least 10 new employees every two weeks. "(Rosie will) help us scale,"
Binder said. "We're going to continue to grow at that volume."

While less nefarious than its namesake in "2001: A Space Odyssey," a bot called Hal 9000 has been
generating invoices in the company's finance department since July, freeing employees to do tasks that
require "the higher functioning part of their brain," financial systems specialist Kevin Vandermyde said.
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The bots can help companies do more with less, but they're not there to take jobs, West Monroe senior
director Mike Hughes said. They're there to help make the employees do the jobs they have better.

As automation spreads, experts expect a growing need for employees that know how to maintain the
new technology.

Job growth likely will come from nonroutine positions, according to a report by professors from Duke
University and the University of British Columbia. It's the routine jobs - those involving sets of tasks
that can be done by following instructions - that have been disappearing.

In the mid-1980s, 1 in 3 Americans older than 16 worked in a routine occupation, be that manual labor
or behind a desk. When the study was released in 2015, that number was down to 1 in 4.

The report noted that those increasingly automated routine roles tend to represent middle-class jobs.
And when they've been eliminated during recessions, such jobs have not made comebacks during times
of recovery. That has contributed to the shrinking of the middle class, the report states.

McKinsey's Miremadi argues that automation has a significant role to play in productivity growth. And
the U.S. needs a boost in that area.

As baby boomers retire, employment growth in the U.S. is expected to flatten, Miremadi said.
Automation could help compensate by increasing productivity.

"It's not even a question of good or bad," he said. "It's needed if we are to maintain the same standard
of living."

Of course, automating tasks will take time. Most industries are still in the piloting stage, Miremadi said.
There will be nuances and regulatory kinks that will hold things up, like the self-driving car debates at
hand in many jurisdictions across the country, including Chicago.

The cost of developing and deploying the technology will affect the pace of automation, the McKinsey
report found, as will economic benefits. And just because a job can be automated, doesn't mean it will
be.

The report estimates that between 2055 and 2075, about half of what people currently do will be
automated.

And when it comes to white-collar jobs versus blue-collar, "technology is colorblind," said Chris Brahm,
head of Bain & Co.'s global Advanced Analytics Practice.

"The color of the collar doesn't matter," he said. "If it's something that's relatively routine ... (it) gets
automated."



Folder: GSA-2019-000646_michael.gelber@gsa.gov_0

Bob Nawrocki
Deputy Regional Commissioner
GSA PBS Great Lakes Region
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Drive increased customer and personal satisfaction.

MicroLearning Videos and Book Summaries

At GSA, everyone is a Leader. These videos and book summaries offer insights to all
employees — whether you're a leader of others, aspiring to lead others, or an individual
contributor.

Customer Service is an Ongoing Relationship
Sarah Robinson
Video: 4 minutes

Customer Focus: The Zappos Story
Tony Shieh
Video: 3 minutes

Disgruntled Workers Don't Give Great Customer Service
Srikumar Rao
Video: 3 minutes
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Radical Customer-Centricity
Geoff Colvin
Video: 3 minutes

The Challenger Sale: Taking Control of the Customer Conversation
Matthew Dixon and Brent Adamson

Book Summary: 4 pages

Absolute Value: What Really Influences Customers in the Age of (Nearly) Perfect
Information

Itamar Simonson and Emanuel Rosen
Book Summary: 4 pages
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Supporting Research

According to McKinsey, "Rising customer expectations continue to push businesses to
improve the customer experience across all channels...A healthy obsession with
improving the customer experience is the foundation of any digital transformation. No
enterprise is perfect, but leadership teams should aspire to fix every error or bad
experience. Processes that enable companies to capture and learn from every customer
interaction — positive or negative — help them to regularly test assumptions about how
customers are using digital and constantly fine-tune the experience."

- 'Tunde Olanrewaju, Kate Smaje, and Paul Willmott; "The Seven Traits of Effective
Digital Enterprises," McKinsey, May 2014

Activities and Questions

Use Data to Understand Your Customers

Most companies want to be customer-centric and understand their customers’ wants and
needs. But to be radically customer-centric often requires using data and information about
your customers. Today, access to information about customers is readily available. How are
you using it?

Step 1: View the Video
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View the video Radical Customer-Centricity featuring Geoff Colvin. Focus on the software

tools you have available in your company to understand your customers. How much are you
and your team using these tools? To what extent do you share information about these tools
and the customer data that is derived and used?

Step 2: Discuss and Learn with Your Team

Discuss customer-related data with your team or work group. You may want to share the
video with them as well.

ASK: "What types of data are we using in our team to understand our customers?" Consider
both internal and external customers, as well as both internal (CRM, surveys) and external
(market, analytics) data. Compile as much information as you can, exploring data from social
media, direct customer feedback, competitive sources, and what your company's "numbers"

tell you about customers.

After compiling the various sources of customer data you and your team are using or could
be using, identify one or two types of software tools or data analytics to investigate more
fully. Then make a plan to share information or have regular learning sessions with your

team or work group.

Reflective Questions

Who are your customers? What do you know about them?

How customer-focused is your company? What actions constitute this customer focus?
How frequently is customer-centricity discussed in your team or with your manager?
What training or other developmental experiences have you had in customer satisfaction
and service? What, if anything, is lacking in your overall customer-focus skill set?

If your team was 10% more customer focused, what would you be doing that you are not
doing now?

What did you discover about yourself and your company in the activity that involves using
data to understand your customers? If your company is not using customer data to its full
capacity, what might you do to influence the situation?

Additional Resources
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Be sure to include your Continuous Learning Journey on your |IDP.

Want to access the Videos & Book Summaries via your GSA issued mobile
device? Download the Skillsoft Learning App here!

App Store or Google Play

Please note, you will need your ENT username and password.

For more information, contact Samira White at samira.white@gsa.gov or go to our Insite page
for additional information.
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